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Microsoft SQL Server 2000 数据库服务器，采用了 Visual Studio .NET 2005 为开发平





















With the Electronic Commerce market plays a role in the market-oriented economy 
which is more and more important in the contemporary China. A lot of Small and 
medium enterprisesin order to break through a tight and gain a firm foothold in the 
modern electronic competition, they are interested in the concept of Customer 
Relationship Management (CRM). Objectively, it drives the enterprise strategic direction 
from “Product Centric” to “take the customer as the center”. In order to execute this idea 
better, there must be a kind of system which can meet the actual needs of the small and 
medium enterprises, accord with the small and medium enterprises of their own 
characteristics and integrate the idea of customer relationship management. But the 
majority of small and medium enterprises for their own situation, a lot of huge and 
complex CRM system is not really suitable for them. A completed function, simple and 
practical is what they really need.  
Combining with the core ideas of CRM and modern technology of computer 
management, based on the comprehensive these features and related technology, and 
analyzed the system requirements, so the CRM system is designed and developed. This 
system is mainly divided into five functional modules, which are Customer Resource 
Management, Customer Development Management, Customer Service Management, 
Analysis and Decision Management and the Third party Customer Information 
Management. These five functions can be very good to help small and medium 
enterprises to improve their customer management level, attract the new customer and 
consolidate the old customers, so to further improve the competiveness of enterprises.  
The design of this system uses B/S (Browser/Server) three layer system 
structure. Using Microsoft SQL Server 2000 as the database server, adopting Visual 
Studio .NET 2005 as the development platform and the program developed by C# 
language. At the same time, in order to maximize the function of CRM system, on the 
base of customer information, it is added the analysis function. In this system, the 
influence factor of evaluation algorithm and complaint rate evaluation algorithm are used. 
Through the implementation of these algorithm, it can be evaluated about the reasons for 
the loss of customers, the rate of complaints and so on. Thus to find the shortcomings of 
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1.2 CRM 的概念 
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